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Priloha €. 6

VSeobecné Standardy drovne poskytovanych sluzieb
na letisku M.R.Stefanika Bratislava
(Service Level Agreement; d’alej len ,,SLA“)

Clanok 1.
Uvodné ustanovenia

1.1. Preambula

Utelom tohto SLA je uprava tandardov trovne sluzieb,
poskytovanych cestujucim a ostatnej verejnosti na
Letisku M.R. Stefinika Bratislava zo strany Najomcov
ako  prevadzkovatelov  jednotlivych  obchodnych
priestorov (prevadzok), sposob kontroly tirovne kvality
poskytovanych sluzieb a stanovenie postupov za ti¢elom
napravy zistenych nedostatkov. Okrem povinnosti
vyplyvajucich zo Zmluvy a VOP sa Prenajimatel’
a Najomca zavizuju dodrziavat' aj podmienky uvedené
v tomto SLA.

Tieto SLA tvoria neoddelitel'nu stucast’ Zmluvy.

1.2. Definicie a pojmy

Pre ucely tohto SLA a pravneho vztahu medzi
Prenajimatel'om a Najomcom sa pouziji, okrem definicii
a pojmov ustanovenych v Zmluve a vo VOP, aj tieto:

ID karta — identifika¢na karta, vydana Prenajimatel'om
pre personal Najomcu, ktora ho opraviiuje k vstupu do
prislusnej oblasti a zony Letiska;

Prevadzka — - nebytovy priestor, ktory sluzi na
obchodné ucely, najmd predajne tovaru akéhokol'vek
druhu ako kaviarne, bary, kiosky;

Mystery shopper — osoba, ktora na zaklade pisomného

poverenie/urCenia Prenajimatela vykonala kontrolu
(Mystery shopping) podla ¢lanku 3. tohto SLA.

Letnd sezéna - mesiace: madj, jun, jul, august,
september;

Zimna sezéna — mesiace: oktober november,
december, januar, februar, marec, april.

Clanok 2.

Standardy urovne poskytovanych sluzieb

2.1, Néajomca sa zavizuje dodrziavat, okrem

povinnosti ustanovenych v Zmluve a vo VOP, aj nizZSie
uvedené Standardy urovne poskytovanych sluzieb, a to:
a) zabezpeCit, aby bol personal Najomcu vzdy a
za kazdych okolnosti oznaceny ID kartou
Prenajimatel’a na viditel'nom mieste;
b) zabezpedit, aby personal Najomcu obsluhoval
vzdy a za kazdych okolnosti ustrojeny v Cistej

rovnosate;
c) zabezpelit dostatoéne Siroku §kalu a mnozstvo
ponukaného sortimentu tovarov

v zodpovedajtcej kvalite, priCom minimalny

rozsah Najomcom ponukaného sortimentu,
S ktorym Prenajimatel’ sthlasi, a ktory je
Néjomca povinny zabezpecit v kazdom

Attachment no. 6

General standards of level of services provided at M.
R. Stefanik Airport in Bratislava (Service Level
Agreement; hereinafter as the ,,SLA“)

Article 1.
Preliminary provisions

1.1. Preamble

The purpose of this SLA is to regulate standards of level
of services provided to passengers and public at M.R.
Stefanik Airport in Bratislava by Lessees as operators of
individual commercial premises (business premises),
way of control of quality level of provided services and
to determine procedures in order to remedy the identified
shortcomings. In addition to obligations resulting from
the Contract and GTC, Lessor and Lessee undertake to
observe also the terms stipulated in this SLA.

This SLA forms an inseparable part of the Contract.

1.2. Definitions

In addition to the definitions stipulated in the Contract
and GTC, also the following definitions listed below
shall be used for the purposes of this SLA and legal
relationship between Lessor and Lessee:

ID card - identification card issued by Lessor for
personnel of Lessee, which entitles them to entry into the
respective area and zone of the Airport;

Business premises — non-residential premises that are
used for commercial purposes, mainly shops of any kind,
such as cafes, bars, kiosks;

Mystery shopper — person who is authorized by written
authorization / commission of Lessor to perform control
(Mystery shopping) according to article 3. of this SLA.
Summer season - months: May, June, July, August,
September;

Winter season — months: October,
December, January, February, March, April.

November,

Avrticle 2.
Standards of level of provided services

2.1. Lessee undertakes to observe, in addition to
obligations stipulated in the Contract and GTC, also the
following standards of level of provided services:

a) to ensure that Lessee’s personnel will always
and under all circumstances visibly wear ID
cards of Lessor;

b) to ensure that Lessee’s personnel will always
and under all circumstances wear clean uniform
while serving;

¢) to ensure sufficiently wide range and amount of
offered assortment of goods in adequate quality;
the minimum extent of goods and services
offered by Lessee, with which Lessor agrees,
and which shall be ensured by Lessee at all
times during term of the lease relationship, is

Strana/Page 1 z/of 6




bts.aero

BRATISLAVA AIRPORT

d)

9)

momente trvania najomného
uvedeny v Prilohe ¢&. 4 Zmluvy;
zabezpelit, aby boli kedykol'vek v priebehu
trvania Zmluvy tovary a/alebo sluzby oznacené
cenou na vidite’'nom mieste (tzn. povinnost
viest’ cennik);

udrziavat’ Prevadzku v Cistom, estetickom a
usporiadanom stave a zabezpeCit' primerany
komfort navstevnikov prevadzky.

vztahu, je

zabezpedit, aby boli oznamy, napisy a iné

oznaCenia, majice prevadzkovy a vylucne
doCasny charakter (napr. uzatvorenie
prevadzky zdovodu prestavky, technickej

poruchy; dalej len ,,Docasné prevadzkové
napisy“), vystavené v Prevadzke, prevedené
takto: v programe MS Word, jazyk slovensky aj
anglicky, typ pisma Verdana, velkost’ pisma 14
pt, farba Cierna, format tlaGe A4, papier biely,
zaliate v ¢&irej folii. Najomca nie je opravneny
pouZivat’ ruéne prevedené Docasné
prevadzkové napisy, ¢i napisy prevedené
vrozpore svysSie uvedenym; v opacnom
pripade si Prenajimatel’ vyhradzuje pravo
nariadit  ich  Gpravu  a Vv oddvodnenych,
vynimocnych pripadoch aj ich odstranenie.
Néjomca je povinny vykonat tUpravu resp.
odstranit’ nevhodné Docasné prevadzkové
napisy bezodkladne od vznesenia vyhrady, inak
sa jedna o pripad podla ¢lanku 6. ods. 6.1.1.
pism. a) SLA. Ustanovenie tohto bodu
0 Docasnych  prevadzkovych napisoch sa
nevztahuje na docasné obchodné akcie
ponukanych tovarov a/alebo sluzieb, ktoré
moézu byt umiestnené vyluéne vo vnutri
prevadzky alebo pred vstupom do prevadzky
Néjomcu na vhodnych nosi¢och reklamnej
informacie (napr. na reklamnych stojanoch
vyrobcov/dodavatel'ov urcitych tovarov a/alebo
sluzieb; v opacnom pripade je Prenajimatel
opravneny nariadit  odstranenie  napisov
0 docasnych  obchodnych  akciach, ato
bezodkladne od vznesenia vyhrady. V pripade
nereSpektovania nariadenia Prenajimatela sa
jedna o pripad podl'a ¢lanku 6. ods. 6.1.1. pism.
a) SLA;

zabezpeCit, aby boli oznamy majice
prevadzkovy charakter (napr. otvaracie hodiny,
oznacenie zodpovedného zastupcu prevadzky;
dalej len ,Trvalé prevadzkové napisy*)
zverejnené v slovenskom aj anglickom jazyku
a sposobom, ktory bude koreSpondovat’
s celkovym dizajnom prevadzky, nachadzajuce;j
sa na/v Predmete najmu, najskér po tom, Co
S ich vystavenim/pouzitim Prenajimatel’
vyslovil suhlas, ato pisomnou formou;
V opacnom pripade je Prenajimatel’ opravneny
nariadit’ odstranenie Trvalych prevadzkovych
napisov, ato bezodkladne od vznesenia
vyhrady. V pripade nereSpektovania nariadenia
Prenajimatel’a sa jednd o pripad podl'a ¢lanku 6.

d)

€)

f)

9)

stipulated in Attachment no. 4 to the Contract;

to ensure that goods and / or services will be
anytime during the term of this Contract visibly
marked by their price (i.e. duty to keep the price
list);

to keep up the Business premises in clean,
aesthetic and tidy condition and to ensure
adequate comfort of visitors of the Business
premises;

to ensure that any notices, signs and other
markings, having operational and solely
temporary character (e. g. closing of the
Business premises because of breaks, technical
failure; hereinafter only as the ,,Temporary
operational notices*), will be displayed in the
Business premises and performed as follows: in
program MS Word, in both Slovak and English
languages, font Verdana, size 14 pt, font colour
black, printing format A4, white papery, heat-
sealed in a clear plastic film. Lessee is not
entitled to use any hand-written Temporary
operational notices or signs made in
contradiction  with  the  abovementioned;
otherwise Lessor reserves the right to order their
adjustment and in legitimate and exceptional
cases also their removal. Lessee is obliged to
adjust or remove improper Temporary
operational notices without undue delay after
raising an objection; otherwise it shall be
considered for case according to article 6. sec.
6.1.1. letter a) of SLA. The provision of this
section on Temporary operational notices shall
not apply to temporary business events for
offered goods and / or services, which may be
placed exclusively inside of the Business
premises or in front of the entry into the
Business premises of Lessee and on proper
advertisement carriers (e. g. on advertising
stands of manufacturers/suppliers of certain
goods and/or services; otherwise Lessor is
entitled to order removal of notices on
temporary business events, without undue delay
after raising an objection. In case the order of
Lessor will not be respected by Lessee, it shall
be considered for case according to article 6.
sec.6.1.1.letter a) of SLA;

to ensure that notices of operational character
(e. g. opening hours, identification of
responsible agent in charge of the trade;
hereinafter as the ,,Permanent operational
notices*) will be published in both Slovak and
English languages and in a way corresponding
to general design of the Business premises
located on/in the Subject of Lease, not sooner
than after Lessor expresses its approval with
their display/usage in a written form; otherwise
Lessor is entitled to order removal of Permanent
operational notices without undue delay after
raising an objection. In case the order of Lessor
will not be respected, it shall be considered for
case according to article 6. sec. 6.1.1. letter a) of
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ods. 6.1.1. pism. a) SLA;

h) zabezpecit Z0 strany Prenajimatel’a
predchadzajuce pisomné odsuhlasenie
V pripade (i) vyberu inventaru (t.j. zariadenia)
Prevadzky, a to pred jej otvorenim a V
priebehu doby trvania najmu (ii) akéhokol'vek
nového, dodatocného  inventaru Prevadzky
alebo (iii) v pripade premiestnenia inventaru
Vv ramci takej Casti Prevadzky Najomcu, ktora je
verejne pristupna alebo viditel'na;

i) =zabezpeCit, aby kaviarenské prevadzky
a prevadzky s obcerstvenim (tzn. Prevadzky
S pohostinskymi sluzbami) boli prevadzkované
vyluéne s obsluhou;

J) zabezpeGit' dostatoéné vySkolenie personalu
Néjomcu v oblasti komunikacie so zdkaznikom
tak, aby boli sluzby Najomcu, poskytované
jeho persondlom na zodpovedajucej urovni,
tzn. profesionalne, proklientsky, usluzne,
reSpektujic  pravidla  sluSného  spravania
a zasady, ktoré su pri styku so zakaznikom
bezZne uznivané;

k) zabezpeCit v Predmete najmu  moznost
bezhotovostného platobného styku
prostrednictvom POS terminalu a akceptovat’
vSetky platobné karty bezne prijimané
v obchodnom/platobnom styku na uzemi SR;

I) dosledne plnit povinnosti v zmysle platnych
pravnych predpisov (napr. zakon ¢. 289/2008
Z.z. opouzivani elektronickej registracnej
pokladnice v platnom zneni, zakon €. 250/2007
Z.z. 0 ochrane spotrebitel'a v platnom zneni);

m) uviest do cennika alebo na iné vhodné
(viditelné) miesto vramci Prevadzky, Ze
pre pripad neposkytnutia prijmového
pokladni¢ného dokladu zakaznikovi zo strany
personalu Najomcu, zédkaznik nie je povinny za
tovar a/alebo sluzbu zaplatit’.

Clanok 3.

Kontrola dodrZiavania standardov urovne
poskytovanych sluZieb

3.1. Prenajimatel’  bude  vykonavat  kontroly

dodrziavania Standardov Grovne poskytovanych sluzieb
(d’alej len ,,Mystery shopping®). Mystery shopping
bude vykonavat  vyluéne Prenajimatelom pisomne
povereny Mystery shopper.
3.2. Z Mystery shopping-u bude vzdy vyhotoveny
pisomny zdznam, hodnotiaci najma:
(i) Personal: rychlost, ustretovost/asluznost,
spravanie sa, uroven cudzieho jazyka,
upravu zovnajska, spdsob a uroven

obsluhy;

(if) Prevadzku: &istotu Prevadzky, atmosféru,
Cistotu inventaru;

(iii) Ceny  audtovanie:  ponukové listy,
oznacenie  tovaru  a/alebo  sluzieb
cenovkami (vedenie cennika), vydavanie
pokladni¢nych dokladov, sulad
pokladni¢ného dokladu s cennikom

resp. cenovkami;

SLA;

h) to ensure prior written approval of Lessor in the
following cases: (i) choice of inventory (i.e.
equipment) of Business premises, before its
opening as well as during the term of the lease
(if) any new, additional inventory of the
Business premises, or (iii) in case of relocation
of inventory within such part of the Business
premises of Lessee, which is publicly accessible
or visible;

i) to ensure the operation of cafes and business
premises with refreshments (i. e. Business
premises with catering services) only with
serving personnel;

j) to ensure an adequate training of Lessee’s
personnel in the field of communication with
customer in order to provide services by
Lessee’s personnel on corresponding level, it
means professionally, in client’s favour,
obligingly, respecting the rules of good conduct
and principles generally accepted in a contact
with customer;

k) to ensure option of cashless payments through
POS terminal in the Subject of Lease and
acceptance of all payment cards commonly
accepted in trade and payments on the territory
of the Slovak republic;

) to strictly fulfil obligations pursuant to
legislation in force (e. g. Act no. 289/2008 Coll.
on use of electronic cashier register as amended,
Act no. 250/2007 Coll. on consumer protection
as amended);

m) to include in the price list or display at other
proper (visible) place in the Business premises
the information that in case if the customer does
not receive a receipt from Lessee’s personnel,
he or she is not obliged to pay for goods and/or
services.

Article 3.
Control of observance of standards of
provided services

level of

3.1. Lessor shall perform controls of observance of
standards of level of provided services (hereinafter as the
»,Mystery shopping®). Only the Mystery shopper
authorized by Lessor in writing will perform Mystery
shopping.

3.2. There will always be executed a written record from
Mystery shopping, which shall assess mainly:

(i) Personnel: speed, helpfulness/obligingness,
behaviour, level of foreign language, grooming,
method and level of service;

(if) Business premises: cleanness of Business
premises, atmosphere, cleanness of inventory;

(iii) Prices and billing: tender offers, marking of
goods and/services by tags (keeping of
pricelist), issue of cashier receipts, compliance
of cashier receipts with pricelist or tags;
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(iv) Mnozstvo a kvalitu pontikaného sortimentu
(tzn. ¢i je dodrzany asponi minimalny
rozsah Najomcom ponukaného sortimentu;

(v) Celkovy dojem zakaznika / Mystery
shopper-a;

(vi) Ostatné $tandardy urovne poskytovanych
sluzieb, definované v ¢lanku 2. tohto SLA.

3.3. Pisomny zaznam z Mystery shopping-u bude
Najomcovi doruceny osobne alebo postou. V pripade, ak
pri osobnom doruCovani Néjomca odmietne zaznam
prevziat,, tato skuto¢nost’ sa v lom
zaznamend. V pripade vyhrad k obsahu zdznamu sa
k nemu Ngjomca modze vyjadrit’ v lehote 5 (slovom:
piatich) pracovnych dni odo dia jeho dorucenia.

3.4. Prenajimatel’ bude zaznamy pravidelne:

(i) vyhodnocovat;

(if) v pripade nedostatkov navrhovat' sposob
napravy s ohladom na SLA a kontrolovat
zjednanie napravy.

3.5. Prenajimatel’ zalozi tzv. Kartu Najomcu, ktora
bude sluzit na zaznamenavanie vSetkych aspektov

spoluprace medzi  Prenajimatelom  a Najomcom,
napriklad prilezitostné Specidlne akcie, vykonané

Mystery shoppingy, pochvaly a staznosti, prijaté od
klientov (cestujtcich a ostatnej verejnosti).

3.6. Prenajimatel’  bude  zvoldvat  stretnutia
Néjomcov; frekvenciu stretnuti uréi Prenajimatel’ podl'a
potreby.  Predmetom  stretnuti Najomcov  bude
predovsetkym  vyhodnocovanie spoluprace, turovne
poskytovanych  sluzieb, prijimanie navrhov na
vylepSenie spoluprace, volna diskusia Najomcov
S Prenajimatel’'om.

Clanok 4.
Motivaény program a podpora predaja

4.1. Prenajimatel’ vypracuje motivaény program,
vramci ktorého bude vyhodnocovat uroven sluzieb
poskytovanych Najomcom, najmé na zaklade Mystery
shopping-ov podla ¢lanku 3. tohto SLA. Motivacny
program mdZze byt priebezne pozmeiiovany, dopliiany
alebo nahradzany kratkodobymi motiva¢nymi akciami.
4.2. Prenajimatel’  zverejni ndzov  Prevadzky
Néjomcu spolu s logom, kontaktnymi udajmi, pripadne
so stru¢nym popisom charakteru Prevadzky, na svojich
internetovych strankach www.bts.aero.

4.3. Prenajimatel’ bude na zaklade informacii
ziskanych od cestujucich, ostatnej verejnosti a Mystery
shopper-ov 1-krat mesaéne vyhodnocovat 3 (slovom:
tri) najlepSie prevadzky. Trom najlepsim Najomcom
mesiaca modze Prenajimatel poskytnut na najblizsi
nasledujuci mesiac reklamny priestor na monitoroch nad
check-in pultmi v odbavovacej casti odletovej haly
(terminalu); tento reklamny priestor bude poskytnuty
zdarma.  Poskytnutie  reklamného  priestoru je
podmienené existenciou volnej kapacity v Case, ked’ by
k plneniu Prenajimatel’a malo dojst.

4.4, Prenajimatel bude vyddvat  informacné
materialy, v ktorych bude informovat cestujucich
aostatni  verejnost  osluzbach  poskytovanych

Néjomcami na Letisku. Pri propagacii Néjomcov budu
uprednostneni predovSetkym ti Najomcovia, ktori

(iv) Amount and quality of offered assortment (it
means whether at least the minimum extent of
assortment offered by Lessee is respected:;

(v) the overall impression of the customer / Mystery
shopper;

(vi) other standards of level of provided services
which are stipulated in article 2. of this SLA.

3.3. The written record of Mystery shopping shall be
delivered to Lessee personally or by mail. In case if
Lessee refuses to accept the record delivered personally,
this fact shall be recorded in the record. In case of any
objections to the content of the record, Lessee is entitled
to express his statement within the period of 5 (in words:
five) business days from day of its delivery.

3.4. Lessor shall regularly:

(i) evaluate the records;

(ii) in case of shortcomings propose a way of their
remedy with respect to SLA and supervise
performance of remedy.

3.5. Lessor shall keep in files so called Lessee’s Record,
which shall be used for recording of all aspects of
cooperation between Lessor and Lessee, for example
occasional special events, performed Mystery shopping,
praises and complaints, received from customers
(passengers and public).

3.6. Lessor shall convene meetings of Lessees; Lessor
shall determine frequency of meetings as required.
Subject of meetings of Lessees will be primarily
evaluation of cooperation, level of provided services,
acceptance of proposals on improvement of cooperation,
open discussion of Lessees with Lessor.

Avrticle 4.
Motivational program and sales promotion

4.1. Lessor will draft a motivational program, in which
level of services provided by Lessee will be evaluated,
mainly on the basis of Mystery shopping according to
article 3. of this SLA. Motivational program may be
continually amended, supplemented or replaced by short-
term motivational actions.

4.2. Lessor publishes the name of Lessee’s Business
premises together with its logo, contact details, or also
with brief description of character of Business premises,
on its internet web pages www.bts.aero.

4.3. Lessor will once a month evaluate 3 (in words:
three) best Business premises based on information
gained from passengers, other public and Mystery
shoppers. Three best Lessees of the month may gain
from Lessor advertising space on monitors above check-
in desks in departure lounge (terminal); this advertising
space will be provided free of charge under the condition
that Lessor will have free spaces at the time when he
should provide such space.

4.4, Lessor will publish information materials, in which
passengers and public will be informed on services
provided by Lessees at the Airport. Particularly those
Lessees, who reached in the last period the best level of
assessment, shall have priority in promotion.
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dosiahli v uplynulom obdobi najlep§iu uaroven
hodnotenia.

Clanok 5.

Benefity pre zamestnancov Letiska

5.1. V zaujme posilnenia obchodnych  aktivit
dohodli zmluvné strany nasledovné benefity pre

zamestnancov Prenajimatela:

a) Najomca sa zavdzuje poskytnut’ zamestnancom
Prenajimatel’a, ktori sa preukazu platnou ID
kartou Prenajimatel’a, zl'avu z cien pontikanych
tovarov a/alebo sluzieb Najomcu, ktorej vyska
bude urcena osobitne v Zmluve;

b) Prenajimatel’ sa zavizuje zabezpecit’ dostatoéna

propagaciu  uvedeného  benefitu  medzi
zamestnancami Letiska.
Clanok 6.
Sankcie
6.1. Druhy poruseni Standardov urovne
poskytovanych sluZieb:
6.1.1. Za menej zavazné porusenie Standardov urovne

poskytovanych _sluzieb
uvedené nedostatky:

a) nevykonanie napravy vo vztahu k pouZzitiu
nevhodnych Docasnych prevadzkovych
napisov alebo Trvalych prevadzkovych napisov
alebo napisov o docasnych akciach, ato
napriek vyzve Prenajimatel’a podla ¢lanku 2.
ods. 2.1. pism. f) alebo g) SLA;

sa povazuji najmid nizSie

b) nenélezité ustrojenie personalu  Najomcu
(nepouzitie rovnosaty);

c) (Co aj) drobné premiestnenie inventaru
Prenajimatela bez jeho predchadzajiceho
suhlasu;

d) nezabezpecenie predchadzajuceho  stihlasu
Vv pripade podla ¢lanku 2., ods. 2.1. pism. h)
SLA;

e) nedodrzanie Cistoty a poriadku v Prevadzke,
(najmd  interiéru  prevadzky  inventaru,
pouzivanych, zariadeni/pristrojov,

,,servirovacieho vybavenia®);
f) neposkytnutie obsluhy pri stole bez toho, aby
bola Prevadzka zjavne vytazena, do 10 min.;

g) nedodrzanie minimalneho rozsahu Najomcom
pontkaného sortimentu, ktory tvori Prilohu ¢. 4
Zmluvy; to neplati a 0 menej zdvazné porusenie
sa nejednd, ak Nijomca Prenajimatelovi
hodnovernym sposobom preukaze, ze dany
druh tovaru neponuka z ddvodov na strane
zmluvného dodavatel’a;

h) neznalost’ anglického jazyka (vid’ ¢lanok 9. ods.
9.2.1.2. pism. (iv) VOP);

i) porusenie povinnosti zaviest POS terminal,
stanovenej v ¢lanku 2. ods. 2.1. pism. k) SLA.

6.1.2. Za zavazné porusenie Standardov urovne

Article 5.
Benefits for employees of the Airport

5.1. In order to enhance business activities Contractual

parties agreed on following benefits for Lessor’s
employees:
a) Lessee undertakes to offer discount, to

employees of Lessor who identify themselves
with valid ID card of Lessor, on prices of goods
and/or services offered by Lessee; the discount
shall be agreed individually in the Contract;

b) Lessor undertakes to ensure an adequate
promotion of the respective benefit among the
employees of the Airport.

Article 6.
Sanctions

6.1. Types of violations of standards of level of provided
services:

6.1.1. For less serious breach of standards of level of
provided services shall be considered mainly the
shortcomings stated below:

a) failure to remedy in relation to use of improper
Temporary operational notices or Permanent
operational notices or notices on temporary
events, despite the request of Lessor according
to article 2. sec. 2.1. letter f) or g) of SLA,

b) improper grooming of Lessee’s personnel
(absence of uniforms);

¢) (even) small relocation of Lessor’s inventory
without Lessor’s prior consent;

d) failure to secure prior consent in case under
article 2., sec. 2.1. letter h) of SLA,

e) failure to maintain cleanliness and order in
Business premises, (mainly interior of Business
premises, inventory, used devices/machines,
,Serving equipment®);

f) failure to provide service at the table within 10
minutes, although Business premises are clearly
not busy;

g) failure to comply with minimum extent of by
Lessee offered assortment, which forms the
Attachment no. 4 to the Contract; this shall not
apply and for less serious breach shall not be
considered, if Lessee proves to Lessor in a
verifiable way that the respective sort of goods
is not offered because of reasons on the side of
contractual supplier;

h) lack of knowledge of English language (see
article 9. sec. 9.2.1.2. letter (iv) of GTC);

i) breach of duty to implement POS terminal,
stipulated in article 2. sec. 2.1. letter k) SLA.

6.1.2. For serious breach of standard levels of provided

poskytovanych sluzieb sa povazuje:
a) neposkytnutie pokladni¢ného dokladu
(porusenie povinnosti vyplyvajucej z ¢lanku 2.

services shall be considered:
a) failure to provide receipt from cashier registry
(breach of duty resulting from article 2. sec. 2.1.
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ods. 2.1. pism. 1) SLA);

b) nedodrZiavanie hygienickych noriem;

c) pripad, ak sa ktorykol'vek z menej zavaznych
nedostatkov ~ (okrem  menej  zavazného
porusenia podl'a ods. 6.1.1. pism. f) a h) tohto
¢lanku), aj po napomenuti Prenajimatelom,
zopakuje aspoii 2 (slovom: dva) krat v priebehu
prislusnej Zimnej alebo Letnej sezony.

6.1.3. Za porusenie alebo nedodrzanie Standardov
urovne poskytovanych sluzieb moéze Prenajimatel’ voci
Najomcovi uplatnit’ v kazdom jednotlivom pripade
nasledovné sankcie:

a) za menej zavazné poruenie podla ods. 6.1.1.
pism. a) az g) a i) tohto ¢lanku zmluvntl pokutu
Vo vyske 150,- EUR (slovom:
jednostopétdesiat eur);

b) za zavaZné porusenie zmluvnt pokutu vo vyske
1 000,- EUR (slovom: jedentisic eur).

6.1.4. Bez ohl'adu na uplatnenie/neuplatnenie sankcii
podla ods. 6.1.3. tohto c¢lanku, bude Prenajimatel’,
Vv pripade poruSenia povinnosti, vyplyvajucich zo SLA,
postupovat’ nasledovne:

(i) Najomcovi doru¢i osobne alebo doporucenou
postou pisomné napomenutie, v ktorom bude
uvedena primerana lehota na odstranenie
vytknutého nedostatku;

(if) v pripade, ak sa vyskytne 2. (slovom: druhé)
menej zavazné porusenie, Prenajimatel’ dorudi
Néjomcovi 2. (slovom: druhé) napomenutie;

(iii) v pripade 3. (slovom: treticho) menej
zavazného poruSenia sa toto povazuje uz za
zavazné porusenie  a Prenajimatel  moze
uplatnitt  pravo na odstupenie od Zmluvy
v zmysle podmienok, uvedenych v ¢lanku 10.
ods. 10.3.1. pism. k) VOP; pravo odstupit’ od
Zmluvy sa uplatni aj v ostatnych pripadoch,
ktoré st vtomto c¢lanku definované ako
zavazné porusenia Zmluvy (ods. 6.1.2. pism. a)
alebo b) tohto c¢lanku SLA) vo vztahu ku
ktorym Prenajimatel’ moze odstupit’ okamzite,
bez potreby predchadzajiceho napomenutia.

Clanok 7.

Tieto SLA moézu byt za trvania pravneho vztahu zo
zmenené len na zaklade vzajomnej dohody Zmluvnych
stran. Ak Prenajimatel’ v priebehu trvania ndjmu prijme
nové SLA, budu sa nimi spravovat’ prava a povinnosti
v zmysle Zmluvy, uzavretej pred ich uc¢innostou, len za
predpokladu, ak s novymi SLA Najomca prejavi suhlas
dodatkom k Zmluve.

Tieto SLA nadobudaju platnost’ diiom ich
zverejnenia na webovom sidle Prenajimatela, t.j. 15.
maja 2012 a Gc¢innost’ 1. juna 2012; pravne udinky vo

vzahu Kk Najomcovi vSak nadobudajui diom
uzavretia Zmluvy, ktorej si neoddeliteI'nou
sucast’'ou.

letter 1) of SLA);
b) failure to comply with hygiene standards;
c) case, if any of the less serious shortcomings
(except for less serious breach according to sec.
6.1.1. letter f) and h) of this article), even
despite warning of Lessor, repeats at least 2 (in
words: two) times during respective Winter or
Summer season.
6.1.3. For breach or non-observance of standard of levels
of provided services, Lessor may, in each individual
case, apply against Lessee the following sanctions:

a) for less serious breach according to sec. 6.1.1.
letters from a) to g) and i) of this article the
contractual penalty in the amount of 150,- EUR
(in words: one hundred and fifty euro);

b) for serious breach the contractual penalty in the
amount of 1000,- EUR (in words: one thousand
euro).

6.1.4. Regardless of application/non-application of
sanctions according to sec. 6.1.3. of this article, Lessor
shall, in case of breach of duties resulting from SLA,
proceed as follows:

(i) a written warning, in which an adequate period
to remedy the reproached shortcoming will be
set up, shall be delivered to Lessee personally or
by registered mail;

(ii) in case it comes to 2. (in words: second) less
serious breach, Lessor delivers to Lessee 2. (in
words: second) warning;

(iii) in case of 3. (in words: third) less serious
breach, this shall already be considered for
serious breach and Lessor is entitled to use his
right to withdraw from the Contract in
accordance with conditions stipulated in article
10. sec. 10.3.1. letter k) of GTC; right to
withdraw from the Contract shall be applied
also in other cases, which are in this article
specified as serious breach of the Contract (sec.
6.1.2. letter a) or b) of this article of SLA) in
relation to which Lessor is entitled to withdraw
immediately, without any previous warnings.

Article 7.

This SLA may be amended during the term of legal
relationship only on the basis of mutual agreement of the
Contractual parties. If Lessor issues new SLA during the
term of lease, it shall govern rights and duties in
accordance with the Contract, concluded before it
became effective, only under the condition that Lessee
grants its approval with new SLA in an amendment to
the Contract.

This SLA shall come into force on a day of its
publishing on the webpage of Lessor, i.e. on 15 May
2012 and become effective on 1 June 2012; legal
effects towards Lessee shall come into force on a day
when the Contract was concluded; SLA forms an
inseparable part of the Contract.
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